Influence of Service Quality Perception Towards Satisfaction and Customer\u27s Loyalty: a Research on Cellular Phone Provider in West Java by Seguro, W. (Waseso)
178 Jurnal Ekonomi Bisnis No. 3 Vol. 13, Desember 2008 
 
Influence of Service Quality Perception Towards Satisfaction and Customer’s 
Loyalty: A Research on Cellular Phone Provider in West Java 
 
Waseso Seguro 
 
PT. Indosat, Group Head Regional Jawa Barat 
 
ABSTRACT 
 
The decrease of consumer satisfaction and loyalty should be carefully interpreted since both 
determine the performance of cellular telecommunication service provider.  Simultaneously, 
consumer perception of service quality, bounded factor and relational relationship quality are 
factors that influence costumer satisfaction and loyalty.  Data are collected from 8 universities in 
Bandung.  The study applies two research methods, that is quantitative method using Structural 
Equation Modeling (SEM)  and qualitative method using Focus Group Discussion.  Research 
results identify that the principal determinant factor for customer satisfaction and loyalty is 
consumer perception of service quality, whereas bounded factor indirectly affects customer 
satisfaction, it functions as moderating variable for the relationships between costumer 
perception of service quality and relational relationship quality with customer loyalty. Relational 
relationship quality also indirectly affects customer satisfaction.  Perception of services and 
relational relationship quality have direct effect on customer loyalty. 
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